
Customer experience 
(CX) is everything 
related to a business 
that affects a 
customer's perception 
and feelings about it. 
"Customer experience 
is the sum of all the 
interactions that a 
customer has with an 
organization over the 
life of the relationship 
with that company or 
with that brand



The Evolution

Customer Service
Customer – Centric 

Focus Customer Experience



https://www.zendesk.com/



How Customers Communicate



How Customers Communicate



Customer 
Experience is 
Generational!

The U.S. population is divided in 
the above groups as follows.

• Greatest Generation (born prior to 1945— 12% 
• Baby boomers (1946-1964)— 24%
• Gen X (1965-1981)— 16%
• Millennials (1982-2004) — 24%
• Gen Z (2005 to present)— 24%



Customer 
Experience is 
Generational!

• Greatest Generation
Matures expect more personal attention, and therefore a perfect way of providing support to this group 
would be to focus on treating them as individuals, making them feel special, being patient and delivering 
“high touch over high tech”. Screen sharing and remote assistance tools used along with phone support 
channel would be a great help for those clients who find themselves technologically challenged letting 
customer service reps drive the support and problem resolution process.

• Baby Boomers 
Though their technological skills often vary widely, they are generally much better than those of the 
Matures. Boomers are highly networked customers, and they would like to take an opportunity to 
interact with other customers through social media like Twitter and Facebook, sharing their experiences 
and spreading the word about your business.

Generational Interactions



Customer 
Experience is 
Generational!

• Gen X
Value streamlined processes and systems, and prefer informal, casual, high-
tech communication.

If you want to keep them as lifetime customers consider providing service 
through a wide range of support channels and allow them plenty of time to ask 
questions and gather information they need. They expect the service to be fast 
and efficient, and would rather receive information and choices in real time than 
wait for a service rep to call them back.

Generational Interactions



Customer 
Experience is 
Generational!

• Gen Y
They expect you to serve them where they are, when they want, customizing your 
approach to what is relevant to them. To win them over as a lifetime 
customers, recognize that this generation is more mobile, internet savvy and 
selective than any in history. Encourage them to follow you on Facebook and Twitter, 
be sure to provide real-time support and focus on their needs.

• Gen Z
They never knew life without the internet, cellphones and live streaming. They desire immediate 
gratification.

Generational Interactions



Generations that use 
social messaging apps 
for customer service.
• 59% of Millennials
• 58% of Generation Z
• 38% of Generation X
• 19% Baby Boomers
• 16% of the Silent Generation
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